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CHAPTER I 


INTRODUCTION 


The American Red Cross engages in many types of service in 


wartime, and in the present war is more closely allied than ever 


before with the armed forces. Most people have been familiar 

for some time with its blood donor service, its first aid classes, 
and its sponsorship of knitting and rolling bandages. But 

little publicity has been given to its Home Service which, in 
conjunction with Red Cross field directors acts as liaison between 
the men and women in the armed forces and their families at 

home. 

National Red Cross Field Directors serve Army, Navy and 
Coast Guard Stations; Army and Navy hospitals; and Veterans 
Administration offices. To these workers are referred service 
men who are disturbed by personal or family problems. When the 
Field Director learns of family difficulties which are troubling 
aman he seeks the help and advice of the home chapter. With 
his other activities, helpful to the Military, to the men 
themselves, and to their families, the Field Director is the 
channel through which commanding officers request Home Service 
verification of illness at home and reports on home conditions 


needed in deciding questions of furlough, discharge or clemency, 
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and through which they request other services specified in Army 
and Navy regulations. 

Home Service is a case work organization and is manned by 
trained personnel and by volunteer workers. The volume of requests 
for service is an ever-increasing one as more and more men and women 
go into the armed forces. In the 1941-42 fiscal year of Home Service, 
Boston Metropolitan Chapter, there were 12,056 families or individuals 
given assistance by a staff of 15 employees and 25 volunteers, while 
in the fiscal year of 1942-43 there were 26,615 families and 
individuals served by a paid staff of 53 and by more than 300 
volunteers. At the present time, the Boston Chapter of Home Service 
has 100 paid staff members and 400 volunteer workers. 

The types of requests coming into Home Service are many —=- 
requests for financial assistance pending government allotments, for 
help in filing claims for discharged service men, for social histories 
and other reports needed by the Red Cross field directors at the 
camps and hospitals, for information and for emergency service. 

Requests for emergency service come, in the main, by telegram 
and telephone. For those that come in by telegram which can be 
handled by obtaining factual information on the telephone, there is 
a corps of volunteer workers under the direction of one of the 
supervisors in the Intake department. But a large number of telegram 
and telephone requests come in which require home visits. This 
type of work is done in the Family Service department by two treined 


case workers and their Volunteer case aides. Because this seemed 
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to be a rather unique type of case work service, we became interested 


in attempting to discover what types of cases are handled by these 


workers, and the methods used. This report is based upon a study 


of the first hundred cases in November 1943 which came in for 
emergency case work service in the Family Service Department of 


Home Service of the Boston Metropolitan Chapter, American Red Cross. 
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CHAPTER II 


ORGANIZATION OF HOME SERVICE 


The Home Service Department of the Boston Metropolitan Chapter 
of the American Red Cross has as its responsibility assisting 
active service and ex-servicemen and their families, in meeting 
those needs or problems which have arisen because of the man's 
service in the armed forces. Home Service gives consultation and 
guidance in regard to personal and family problems, assists with 
communication between servicemen and their families, gives informa- 
tion concerning regulations and legislation, assists in presenting 
claims, furnishes reports needed by the military, arranges for 
referrals enabling the client to make use of the resources of other 
agencies, and gives financial aid. 

The Boston Metropolitan Chapter of Home Service has undergone 
a complete change in organization since the beginning of World War II. 
See Charts I and II. Effective in January 1943, six distinct 
departments were set up within Home Service: Intake; Family 
Service; Student Training; Volunteers; Branch Home Service; and, 
Foreign Inquiry and Information. Each of these departments has its 


own supervisor and its own distinct functions, but the bulk of the 
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ORGANIZATION OF HOME SERVICE 
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work is carried by Intake and Family Service. 

The largest number of trained workers is found in the Family 
Service department under the direction of a supervisor and her 
assistant. This department has three responsibilities: (1) to 
handle the cases passed on by Intake, all of which call for intensive 
service over a period of time; (2) to secure reports asked for by 
Military and Naval authorities; (3) to visit families on emergency 
problems or situations. 

Many requests come into the Home Service Department by telegram, 
telephone or letter that cannot be handled in any other way than by 
immediate home visit. As it is a policy of Red Cross to answer a 
telegram with a telegram such requests must be handled as emergencies 
until proven otherwise. 

As more and more men and women have gone into the armed forces, 

the demands upon Home Service have greatly increased. Prior to 
October 1, 1943, emergency requests were handled by the various 
Family Service workers who took turns at being available for such 
calls. When a telegram came in asking for a home visit to be made 
in a certain district, the supervisor found it necessary to ask the 
worker covering that district to handle the emergency. This plan 
was found to be completely disrupting to the workers' schedules as 
it sometimes prevented them from keeping appointments already made 
with clients. In addition to this, it often delayed the handling 


of the emergency requests. 
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It became necessary, therefore, to set up some plan whereby 
such requests could be handled immediately and efficiently without 
making - many unforeseen demands upon the workers who were already 
handling heavy case loads. The telegrams which could be handled by 
telephone were being handled by a corps of Volunteers set up for that 
purpose, but for those requiring home visits, it was felt that a 
trained worker was essential. 

Consequently, on October 1, 1943, one case worker from the 
Family Service Department was relieved of her case load, and assigned 
to handle only emergency requests. During that month of October, 
there were 102 requests, a number too large for one worker to handle 
effectively, and, on November 1, 1943, another case worker was 
assigned as a full time assistant for this service. At the same 


time several volunteer case aides were assigned to the two workers to 


assist in getting factual information necessary in completing the 


requests. The number of cases was so great that a full time 
stenographer was assigned on December 1. 

At the present time, the two emergency case workers have four 
case aides assigned to them every day and three case aides assigned 
for night duty. The number of emergency requests is increasing 
every month, and in March 1944, 240 cases were handled. 

Because of the fact that volunteer case aides play such an 
important role in the quick and effective handling of emergency cases, 
the writer feels that special attention should be given to the 


volunteer training. The training program for volunteer workers 


> “ 
a Pi 


eter 4 


- ‘ , mn 
cil ao oe ae 


“dye sc lt b 
soak etem ortr eto ‘as colt 4 
xd bedbaed of bivoo. d me 


] 4 : wae 
| dads <a qu dee etsy 2anto¥ to nate 
‘ Gynt +) Ka 
| ahad diated sale dh etiean ¢ a pale 
ne / | . a 
rt Dw: ie . 


: : ) 
Deny LER SES -DHOL SRO 


a, 
s 


., > ad ' a 
efbned of toi10w emo wold evytal ood coda: o .sdaeu 
i 7 "7 + ri 
ae > 
4 ean ‘stow geuo terdars Radel Dies anores ni 
} A . ; , ' - : sd iol 
; ; E : oat 
; ense off $2 .eoiview end tol. Jdnad elece vald fia be 
'- ©F etet¥aice ows sdt of bean isa’ etew aos ses> 4+ + mer 


sit poltelgmos at yreeesosa. noi. sara £ wii 


le 
. 
. 


a ie 
emit Llot s ted? teeny of saw gbre> To. Tom 
25 a> peal 


cl tedeece@ so beret 


Ot ows 
“wOt oven giedtow o2so. Yodentems onseds eats toe q 
. i -" Tn 
, , 


nakees ceble ee59 seiis baa yet Yteve aont ot bempires Bs 


a 


tesetoit af ejeswpe: ywospieme le tedmun ‘ott ‘1 
as 


a Lolbasd exvew senses OAS OL torah ne fs 
ns dope yslq eshla seas tetdasioy dad2 7 
,epeso Youesieme lo gai (baed, syitootia pas Aolup ed 


eft of davin od bluods stead ote ae, i Sh sion 


Lear xeetmmfor tol maton poiniets od? att 
— a —s ante — a Sear ot . ee ee ee pieaieh:s:/, 
' +,% 


¥ 
— = 
_ 

» 
am 
7 

a- 


includes 26 hours of instruction, 6 hours of field trips, and 


50 hours of actual work in Home Service. The instruction includes 


lectures on policy and function of Red Cross and some study of basic 


case work principles. After the course is completed, the volunteers 


are assigned by the supervisor of volunteers to serve in some specific 


department of Home Service. . 


The case aides assigned to emergency service are carefully 


selected and work under the direct supervision of the case workers in 


emergency service. The function of these volunteers is a fact-finding 


and reporting one: they visit other social agencies to read records; 


they verify information with doctors, courts, and hospitals; and 


they visit homes to get specific information needed for social 


histories or for financial aid. Case aides are not allowed to 


attempt any treatment on case situations, but they do obtain factual 


information to report to the case worker, who answers the telegram 


and determines whether or not further service to the family is 


indicated. When further service is needed, a case is immediately 


transferred to one of the regular case workers. 


Throughout Home Service, emergency work is carried on whether it 


be by a regular worker on an active case, by a volunteer who simply 


verifies an illness in response to a telegram, or by the two case 


workers assigned to emergency work in the Family Service Department. 


For our purposes here, however, the term "emergency service" will 
’ 3 


refer to the latter as it is with this type of work that this report 


is concerned. 
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CHAPTER III 


METHODOLOGY 


Selection of Sample 


In determining what group of cases should be used for this study, 
the writer selected the first hundred cases in November, 1943, for 
two reasons: (1) enough time has elapsed to be able to get some 
idea of the follow up on the cases when further service was needed; 
and, (2) the arrangement for handling emergency cases had been 
established about as it stands at the present time. 

It was possible to select a grouping of cases in this manner 
by using the daily control sheets upon which the workers record the 
names and disposition of cases handled. The study was made somewhat 
more difficult, however, by reason of the fact that only last names 
were recorded and it was necessary to check each case with the 
Family Service file to obtain first names, serial numbers, and other 
identifying information needed to pull the folders from the record 


room. 


Preparation of the Schedule 


For the purposes of this study, there seemed to be four 
outstanding questions which must be answered in each case. These 


we shall take up in order. 
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(1) What was the request? As the Family Service Department 
handles only a portion of the total number of telegrams that flow 
into Home Service, we were interested in determining what types of 
requests come into this department to be handled by case workers. 

(2) What was the actual situation found upon investigation? If 
this question could be answered, we should be able to determine what 
percentage of the requests actually were emergency situations. 

(3) What action was taken? We know that all other telegrams 
coming into Home Service are handled by telephone contact except 
telegrams concerning those cases already active with other workers. 

(4) What disposition was made of the case? Was a service given 
and completed here, or was the case transferred to a regular worker 
for further case work service? In connection with this, we were 
interested in discovering how many cases were completed by emergency 
service and later became recurrent for service within a three month 
period. 

With a schedule including these four questions, we sampled 
18 cases, and found that our questions could be answered, though 
briefly in some cases. It became of interest, however, to note the 


source of the requests. Another factor that stood out was that in 


most of the telegrams it was apparent that the serviceman was worried 


about some member of his family because of illness, financial need 
or some other problem. The writer decided, therefore, to include in 
the schedule the relationship to the serviceman of the person con- 


cerned in the request i.e. mother, wife, children, etc. Some 
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requests, of course, may concern more than one of these as, for 


instance, a soldier may be inquiring about the welfare of his wife 


and children who have not yet received an allotment. 


Analysis of Data 


After all schedules were completed, an analysis of the data 


and significant tables were constructed. 


Limitations 

During the month of November, the case workers on emergency 
service were attempting to organize their work for the most efficient 
handling of cases. They did not have a full time stenographer and it 
was impossible for them to keep dictation on records up to date. On 
December 1, therefore, when the stenographer was assigned, there 
remained some November cases upon which there was no dictation. In 
the midst of a rapid influx of new telegrams, the workers found it 
necessary to dictate very briefly on the old November cases. 

In addition to this, the case worker assigned on November 1 
had not been completely relieved of her former case load, and she was 
in the process of trying to close out or transfer those remaining 
cases. 

The number of case aides in the month of November assigned to 
emergency service was approximately one per day, not an adequate 


number for the amount of work required. 
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CHAPTER IV 


ANALYSIS OF DATA 


Types of Requests 


The types of requests coming in for emergency service in the 
Family Service department fall into six main categories: (1) social 
histories; (2) investigations for furlough or extension of furlough; 
(3) health and welfare reports; (4) home conditions reports; 

(5) financial or other assistance; (6) investigation of men who are 
"absent without leave". There were twelve cases which did not fit into 


these categories. Table I on page 14 shows the types of requests 


studied and the number of each type. 


In many cases the medical officers need to know the previous 
medical and social history of a serviceman. This is particularly 
important in the treatment of mental cases, and as the condition of 
the patient often makes it impossible to obtain a satisfactory history 
from him, social workers at the hospitals, through the Field Director, 
may call upon Home Service workers to obtain this information from 
families or other agencies. Ordinarily these requests for histories 
come in by letter, but in eome cases time is of the essence and the 
requests come by telegram. Accordingly they must be handled as 


emergencies and such requests go to the emergency workers in 
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Family Service. 

(1) Of the one hundred cases studied for this report, five came 
in as requests for social histories. Since November this chapter has 
received notification that two of the five servicemen have been 
discharged for disability. 

(2) The largest group of requests in this study thirty-six out of 


one hundred was those asking for verification of information needed for 


granting of furlough or extension of furlough. We have included both 


here as in some cases the service was given for both furlough and 
extension. 

A request for furlough must be made by the serviceman to his 
commanding officer. In cases of emergency furlough because of death, 
serious illness or other real emergency at home, the commanding officer 
usually asks the Red Cross field director to verify the alleged 
illness or other reason and the need for the man's presence at home. 
The field director confers with Home Service by wire and the chapter 
reply is made by wire. Home Service meets any emergency need such as 
hospital or medical care which seems indicated upon investigation, and 
reports such service in the return wire to the field director. 

If a serviceman is at home on furlough and needs an extension of 
time because of emergency conditions, he must wire directly to his 
commanding officer who will in turn wire the man directly. The 
serviceman may, in the meantime, request that Home Service verify the 
need for extension and wire the field director. Sometimes this plan 


means a saving of time, as the commanding officer may request that 
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the field director obtain verification from Home Service before the 


extension can be granted. 


The requests, therefore, may come either from the field director 


at the camp or from the family or doctor at home. For example, we 


have the case of Pvt. E., a member of whose family telephoned in to 


emergency service asking that a wire be sent giving verifying 


information for an emergency furlough for the serviceman. The boy's 


mother was on the danger list at the hospital -- not expected to live. 


In another case, a wire was received from the field director 


asking for verification of home conditions, involving siblings, which 


made the soldier's presence necessary. The investigation showed that 


there were five siblings, the mother had deserted, and the children 


were to be removed from home -- the case to come into court. The 


soldier's presence was needed to help make decisions. In this case, 


the family had notified the soldier who had asked his commanding 


officer for an emergency furlough. The commanding officer had, in 


turn, asked the field director to have the information verified. 


Of these requests for verification of information for furlough 


or extension of furlough, twenty-four requests came from field 


directors, eleven directly from servicemen or families of servicemen, 


and one from Red Cross National Headquarters through which come all 


requests concerning men who are overseas. (See Table II on pege 17 


for sources of requests. ) 
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(3) From the cases studied for this report it was found that 


twenty-five requests were for "health and welfare" investigations and 


reports. Servicemen often become upset because some member of the 
family at home is ill -- or because they have not received any 
correspondence from that member and suspect illness. Emergency 
service at the request of the Field Director makes an investigation 
and reports the home situation to the Field Director by telegran, 
handling, in the meantime, any needs that present themselves. 

The following case is an example of a situation involving health 
and welfare. 


A telegram was received from the Field Director saying that 
Seaman John Black had not heard from his wife in over two weeks. The 
Field Director requested a health report on the wife. The emergency 
worker went to the home and found that Mrs. Black had been rushed to 
the hospital in an ambulance. There were three children who were with 
a neighbor, and the oldest child, age ten, was in a corner sobbing 
because she was worried about her mother and wanted her father to come 
home. 

The worker discussed with the neighbor who had two children 
of her own the possibility of placing the three children in an institu- 
tion on a temporary basis, but the neighbor refused, saying that she 
would try to manage some way because she felt that the children would 
be happier with her. As this woman appeared to be a very responsible 
and kindly person, the worker agreed to this and arranged to assist 
with food expenses for the Black children. 

Attempts were made to obtain a report from the hospital, but 
were unsuccessful as the hospital could find no record of Mrs. Black's 
admission. A wire was sent, however, giving the information at hand 
and promising a later report. 

Another wire was received from the Field Director saying that 
Seaman Black's ship had sailed and that no report could get to him until 
he reached his destination. It was necessary, therefore, to send the 
message to the seaman through Red Cross National Headquarters. 

As it seemed that the seaman could not be contacted readily, 
and that further plans needed to be made for the family, the case was 
referred to a regular case worker for further service. 


In many cases, the investigations for health and welfare reports 


prove that there is no emergency situation, but because of the fact 
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that in the mind of the serviceman an emergency exists, a report must 
be given immediately. In eight of these twenty-five health and welfare 
reports, however, there was need for further service beyond the mere 
investigating and reporting. 

(4) Home conditions reports may be requested for a number of 
reasons. Sometimes the military is willing to grant a serviceman a 
convalescent furlough if conditions at home are suitable. In other 
cases there are marital difficulties, the wife is not writing to her 
husband, and the man in service wants to know how his children are 
being cared for. Often servicemen receive letters from home indicating 
that all is not well. For example, a request came for a home con- 
ditions report because the boy in service had heard that his father 


was "running around", and the boy wanted to know what the situation 


was and whether or not his mother was adequately provided for 


financially. 

Among the hundred cases studied, sever requests were for home 
conditions reports, all for different reasons. The study showed, 
however, that many of the requests for health and welfare reports were 
answered by complete home conditions reports as the situations 
presented involved more than just health problems. 

(5) Seventeen requests came in for financial or other assistance. 
Fifteen of these came in by telegram from the field director and two 
came in by telephone -~ one from a neighbor, the other from a member 
of the family. 


One telegram came from a field director asking for verification 
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of a father's illness and chapter assistance with the home situation. 
Upon investigation it was found that the father was out of work 
suffering from peptic ulcers. The mother had died a month previously, 
and the sister, a high school girl, was caring for the father. There 
was no income and the family savings were almost depleted. The doctor 
was contacted for a report, the wire was sent to the field director, 
and the case transferred to a regular case worker in the Family 
Service department. 

Another telegram came from a field director asking that a worker 


contact the serviceman's wife, advise her that the allotment application 


had been filed, and give her temporary financial assistance if 


necessary. The worker found that the wife had one baby, was expecting 
another, and had found it necessary to move in with her parents because 
of lack of funds. In this case, the wife was offered Red Cross service, 
was given an appointment to see a regular worker, and the wire was 
sent to the Field Director advising him of the service rendered. 

A different type of assistance was requested in another case 
when a wire was received from a field director asking that a worker 
contact the divorced’ wife of the serviceman who was having trouble 
with a fourteen year old son. The worker talked with the wife who 
poured out all of the troubles concerning the boy's recent behavior. 
She told the worker that since she had written to the serviceman, 
she has been able to handle the boy and is not so concerned about 
the situation at present. The worker talked also with the boy who was 


a bright lad, and whose chief ambition it was to get into the armed 
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forces. The wire was sent reporting that home conditions were 


straightened out, and suggesting that the serviceman write regularly 


to his son. 


(6) Seven requests came from field directors for investigation of 


men absent without leave. Some of these were absent without leave at 


the time of the requests and others had been absent without leave and 


were coming up for trial. In one of these cases, the worker found 
that the father was ill in the hospital, the mother was scheduled for 


an operation within two days, and the boy refused to go back to camp 


until he knew the outcome of the mother's operation. It is the policy 


of Red Cross in cases of absence without leave to meke every effort to 


persuade the man to turn himself in to the proper authorities and to 


assure him of Red Cross service to his family. 


Other types of requests coming in for emergency service included 


such things as birth information on children for filing allotment 


papers, contacting the Collector of Internal Revenue regarding tax, 


and, getting information concerning the arrest of a soldier who was at 


home on furlough. 


Action taken 
Because of the fact that the dictation was so brief on most of the 


one hundred cases studied, it was impossible to determine the complete 


action taken on every case. Table III on page 22 shows seven specific 


types of action revealed from the study of cases. When other action 


was indicated, the writer recorded it as "other" because there were so 
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few and because such action did not fall into the main categories. 


The seven types of action recorded most frequently were: Home visit; 
telephone contact; offer of Red Cross service; wire sent; case work 
service; and financial aid. It must be remembered that in some cases, 
several different types of action was taken. 

Home visits were made in forty-six out of one hundred cases and 
Table IV, page 24, shows the number and percentage of cases, by type 
of request, in which home visits were made. The largest percentage 
of home visits was made on requests for social histories, but, because 
of the fact that there were only five requests for social histories, 
the percentage may not mean very much. 

On home conditions reports, home visits were made on 57.1 per 
cent of the cases, while on investigations of men absent without leave, 
health and welfare reports, and financial or other assistance, the 
percentage of home visits made was 50 per cent on the first and 
slightly more than 50 per cent on the last two types. 

For investigations for furlough or extension of furlough and 
other types of requests, the percentage of home visits made was 
less than 50 per cent. 

Study of the cases showed that telephone contacts play an 
important role in the operation of emergency service. In some cases 
telephone contact was made directly with the family, and in many cases 
with doctors or with other agencies for information concerning an 
individual or a family. In a total of sixty-eight cases telephone 


contacts were indicated. On seventeen of these cases a home visit 
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was made, leaving a total of fifty-one cases in which there was 


telephone contact alone. 


Table V on page 26 shows that telephone contact was made on all 


social histories, and the percentage on all other types of requests, 


with the exception of absent without leave investigations, ranged 


As might be expected, 


and 76 per cent. 


between 58.6 per cent 


telephone contact was used in only 33.3 per cent of investigations 


of men absent without leave. 


Table VI on page 27 shows the case work service given by number 


and per cent on each type of request. Out of one hundred and eight 


different requests, ten or 10.8 per cent were given case work service 


in emergency service, the miscellaneous, or "other" category carrying 


the largest percentage of 16.7. 


Out of thirty-six requests for furlough investigations, five or 


13.9 per cent of the families or individuals were given case work 


In three out of the five cases &@ home visit was made and in 


service. 


the other two cases, it was possible for the client to come to the 


office, indicating, perhaps, that a home visit may not be, in every 


case, necessary in order to perform an emergent case work service. 


As an example of this, we have the following situation: 


A telegram was received from the Field Director asking 
for a health and welfare report on the mother of a serviceman. Contact 
with the doctor brought out the fact that the mother was to have a 
gall bladder operation in the very near future but that the prognosis 
was good. The information was wired to the Field Director. 

A short time later, the serviceman came into the office for 
emergency service. His mother had undergone the operation but 
infection had set in and transfusions were necessary. The boy was 
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emotionally upset and was asking that a telegram be sent to the 
Field Director verifying the need for an extension of furlough. 

The worker talked with the boy for some time, discussing with 
him Red Cross service in relation to future plans for his mother. She 
| discussed with him also a way in which he could help by making an allot- 
ment to his mother. When the boy went back to camp, he knew that his 
mother would be cared for. 


Out of twenty-five requests for health and welfare reports two, 
or & per cent, of the families or individuals were given case work 
service. In one of the two cases a home visit was made. 

Financial or other assistance was requested in seventeen situations, 
and one or 5.9 per cent, of these were given case work service. A 
home visit was not made on this case, but the client came into the 
office. 

No case work service was given on the following types of requests: 
social histories; home conditions reports; and investigations of men 
absent without leave. 

The following case is an example of the type of case work service 
given in emergency service: 

Case of Private Jones: 


The soldier telephoned stating that his wife had taken 
poison the day before while in Springfield. He said that this informa- 
tion had been given to him by a lieutenant and he had requested an 
emergency furlough to go to her which was denied, whereupon he went 
absent without leave. His wife had received emergency treatment in the 
Springfield Hospital, then he had brought her to his mother's home in 
Boston where she would be under the care of the family doctor. 

The soldier explained that he had been in camp in Connecticut 
and his wife had telephoned from Springfield saying that she was on 
her way to visit him. He had told her that the camp was restricted and 
no visitors were allowed. She then had requested that he visit her in | 
Springfield which he was unable to do because he had been placed on the 
alert. He had advised his wife to go home to Boston. It was shortly 
after this that he had received word that she had attempted suicide. 
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The worker telephoned the family doctor who said that it had 
been reported to him that the girl had swallowed iodine, that he had 
not seen her as yet, but that she was three-months pregnant and has 
been under his care. 

The worker then sent a wire to the Field Director at the 
boy's camp, giving the report of the situation in anticipation of the 
boy's request for emergency furlough. 

The soldier was very much upset.. His wife was threatening 
to attempt suicide again if he left her. The worker, therefore, 
telephoned the Field Director and asked what the boy should do. The 
Field Director talked with the commanding officer who said that furlough 
could not be granted under the circumstances of his leavning camp. 
They advised that the boy return to camp as soon as possible and then 
his application for furlough would be considered. 

The worker then talked with the soldier, persuaded him to 
go back to camp, and promised to get in touch with his wife. The boy 
agreed to this plan and then explained that his wife was a very nerous 
person, but that she had never acted like this until he was inducted 
into service. He said that he did not know what to do about it, that 
he worries a great deal, and that he is finding it difficult to adjust 
at camp because of these circumstances. 

The doctor was contacted again, and he felt that there was 
the possibility that Mrs. Jones would have a miscarriage. This 
information was telephoned to the Field Director. 

The next day, the worker visited Mrs. Jones and found her in 
bed. The girl stated that she was feeling better but that she did not 
want to live and that she would "do it again". She told the worker 
that she could not live without her husband, especially if he went 
overseas. She did not seem concerned about the threatened miscarriage 
nor was she interested in the fact that she was going to have a baby. 

The worker talked with Mrs. Jones about how difficult it was 
for her husband, knowing how his wife feels about everything. She 
talked on about how little life meant to her then finally agreed that 
perhaps it was as difficult for her husband as it was for her. She 
said that she would tell him, that she would not attempt suicide again. 
As the worker left, Mrs. Jones asked if it would be possible for her 
to come back again to talk with her. The worker explained that a 
regular visitor would come out to see her. 

The case was transferred to a regular worker for 
continued service. 


It is interesting to note in this case the fact that the promise 
of Red Cross interest in his wife so relieved the mind of the soldier 
that he was able to return to camp. Another point that stands out is 


that complete information was given to the Field Director concerning 
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the home situation, so that if the boy ran into difficulty on his 
return to camp, all verifying information would be at hand to help 
to clear him with the military. 

Table VII on page 31 shows financial aid given to families or 
individuals on each type of request, by numbers and per cent. Out of 
a total of one hundred and eight requests for service, seven or 
6.5 per cent, families or individuals were given financial aid for 
emergency need. 

It is interesting to note that in four out of the seven cases 
the wife of the serviceman was ill, and financial assistance was 
needed either for care of the children or for medical expenses. 

In recording the action taken, we found that in thirty-three of 
the one hundred cases studied, the emergency worker made an offer of 


further service to the individual or family. Consideration should be 


given, however, to the fact that the recording was brief in many cases, 


possibly failing to mention an offer of further service even though 
that offer had been made. To substantiate such limitation we found 
that out of the thirty-three cases where an offer of further service 
was indicated, fifteen of those cases were transferred to a regular 
family service worker, the offer apparently having been accepted. 

As we shall see, however, in Table VIII on page 32 a total of twenty- 
three cases were transferred to a family service worker, so that in 
at least eight cases an offer of further service was made hut not 


indicated in the record. 
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Disposition of Cases 
The table below shows the total number of cases studied, the 


number completed by emergency service, and the number transferred to 


| a family service worker. 


TABLE VIII 


Total number Number of Cases Number of Cases 
of cases Completed Transferred 


100 77 23 


Out of the one hundred cases studied 23 per cent required further 


case work service, while 77 per cent required investigation or other 


emergency service only, and were completed by the emergency case 


| worker. The large percentage of cases transferred for continuing 


| service indicates the desirability first, of the use of trained case 


workers in emergency service and, secondly, of the provision for 


| personal contact with the individual or family concerned in 


emergency requests. 


Recurrent Cases 


A period of three months had elapsed from November 1943 until the 


Within that three month period, 


writer began this study in March 1944. 


thirteen out of the one hundred cases studied had become recurrent to 


the Family Service department. A review of those thirteen cases, 
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however, showed nothing that seemed significant to this study. 


Relationship to Serviceman 


A large majority of the requests that came in concerned some 
member of the serviceman's family. Tne table below shows the relation- 
ship of the person or persons concerned in the one hundred cases 


studied. Some requests, of course, included more than one person. 


The word "self" indicates that the request concerned the serviceman 


alone. 


Relationship to 
Serviceman 
Wife 

Mother 

Self 

Children 
Father 


Other 
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CHAPTER V 


SUMMARY AND CONCLUSIONS 


Home Service is that department of the American Hed Cross 
which acts as liaison between the men and women in the armed forces 


and their families at home. Much of its work is carried on in 


conjunction with the Red Cross Field Directors at the camps and 


station hospitals, and its function as a case work organization is to 
assist active service and ex-servicemen and their families in meeting 
those needs or problems which have arisen because of the man's service 
in the armed forces. 

The volume. of work in the Boston Metropolitan Chapter, Home 
Service has become so great since the beginning of World War II that 
in January 1943 the agency was departmentalized. From the end of the 
1941-42 fiscal year to the end of the 1942-43 fiscal year, the 
number of staff members grew from 15 employees and 25 volunteers to 53 
employees and more than 300 volunteers. At the present time there 
are 100 paid staff members and 400 volunteers. 

The Family Service department of Home Service was set up to 


handle cases which require intensive work over a period of time, to 
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secure reports asked for by Military and Naval authorities, and to 


Visit families on emergency problems or situations. As two trained 


case workers have been assigned exclusively to handle emergencies, 


we became interested in this aspect of Home Service because it seemed 


to be an unique type of case work. 


Many telegrams come into the agency every day and a telegram 


must be answered with a telegram. This means immediate action of some 


kind and those telegrams that can be handled by telephone are taken 


care of by a corps of volunteers set up for that purpose, but those 


involving complicated family situations or requiring home visits are 


handled by the two case workers in family service. These workers are 


assisted by volunteer case aides who have been trained to do a 


reporting and fact-finding job, and any case requiring further service 


beyond the emergency service is transferred to one of the regular 


case workers. 


For a study of the emergency service offered by the Family 


Service department, the writer arbitrarily selected the first 


one hundred cases handled by the emergency workers in November 1943. 


This appeared to be a fair sampling of the cases as the total number 


At the beginning of 


for that month was one hundred and fifty-six. 


the study, four questions were posed that we hoped to be able to 


answer as each case was studied. They included the type of request, 


the actual situation found upon investigation, the action taken, and 


the disposition of the case. 
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A sampling was made of 18 cases to determine whether or not the 


| questions could be answered and it became apparent that in many cases 


some relative of the serviceman was involved in the request. It 
seemed worth while to note also the source of the requests, and both 


of these items were added to the original schedule. 


Conclusions 
Of the four questions originally proposed, two could be answered 


consistently in every case. These were: what was the request? and 


|what disposition was made of the case? In determining what action was 


taken, we found that some action was indicated in every case but 


| because of the very brief dictation in some cases it was impossible to 


determine the entire action taken. The brief dictation eliminated 
the possibility of making any findings concerning the actual situation 


found upon investigation. The writer recommends that cases be more 


fully recorded on emergency situations. This would be helpful in 


the event that cases are transferred or become recurrent for further 
service. 


The types of requests fell into six main categories. They were, 


jin the order of their numerical importance, requests for: 


investigations for furlough or extension of furlough; health and 
welfare reports; financial or other assistance; home conditions reports; 
investigation of men AWOL; social histories. 

Out of the one hundred cases studied there proved to be one 


hundred and eight different requests as some cases involved more than 
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the other types of requests it is conceivable that the client might 


one type of request while being handled in emergency service. Of the 
one hundred and eight requests, 36 were for investigation for furlough, 
25 for health and welfare reports, 17 for financial or other assistance, 
7 for home conditions reports, 6 for investigation of men AWOL, 5 for 
social histories, and 12 for other types of service. The other types 
of requests included such things as birth information on children of 
servicemen, a request for contacting the Collector of Internal 

Revenue to determine a serviceman's tax Beatie: and a request for 
information about a serviceman who had been arrested while on furlough 
in Boston. 

Obviously, many of these requests involved a simple reporting 
function. Study of the cases showed, however, that out of the total 
number of requests 10, or 9.2 per cent, of the families or individuals 
were given case work service. Seven, or 6.5 per cent, were given 
financial assistance, and five social histories were done. These 
figures show the need of trained workers in emergency service as all 
three of the types of service just mentioned involve case work 
methods and techniques as well as a knowledge of resources, 

The study showed that a total of 50 home visits were made. 

This number was smaller than one might expect considering the fact 
that the emergency service in the Family Service department was set 
up to handle those cases which could not be handled by telephone. 
For example, on requests for home conditions reports a home visit 


is indicated. Yet visits were made in only 4 out of 7 cases. On 
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come to the office or be contacted by telephone. The small number 
of home visits indicates a need for more case aides to assist the 
workers in reporting functions which make up the bulk of the work 

in emergency service. This is substantiated by the fact that the 
study showed that there were 51 cases in which there was telephone 
contact but no home visit. Recognition should be given, however, to 
the fact that a trained worker is able to get more essential 


information by telephone than would be possible for an untrained 


person. The writer suggests that records should indicate specifically 


the action taken by case aides. In making the study, we found it 
impossible to determine whether work was done by a case aide or by 
the worker. 

We have shown that 23 per cent of the requests required further 
case work service, indicating again the advisability of trained 
case workers in emergency service. The large percentage of the 
cases, however, were completed. This fact shows that the present 
arrangement for handling emergencies in the Family Service department 
is a better one than the former method of assigning cases to the 
regular workers, because so many of the cases do not require case 
work service. With the present arrangement there is the advantage 
of the use of case aides to do the reporting function under the 


direct supervision of trained workers. 


Approved, 


a La os 


Richard K. Conant, Dean 
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SAMPLE OF SCHEDULE 


NAME OF SERVICEMAN: 


SOURCE OF REQUEST: 
A. Field Director 
B. National Headquarters 
C. Personal 
D. Other 


WHAT WAS THE REQUEST: 


REQUEST CONCERNED: 
A. Wife 
B. Mother 
C. Children 
D. Father 
E. Self 
F. Other 


WHAT WAS THE SITUATION: (briefly) 


WHAT ACTION WAS TAKEN: 
A. Home Visit 
B. Telephone contact 
C. Case work service 
D. Financial aid 
HE. Offer of further service 
F. Wire sent 
G. Other 


DISPOSITION OF CASE: 
A. Completed in emergency service 
B. Transferred to Family Service worker 


HAS CASE BEEN RECURRENT SINCE NOVEMBER 1943 
A. Yes Why? 
B. No 
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